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The effect of the quality of services provided in constructing customer
loyalty -A field study about Mobilis customers, in the state of
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Abstract:

The aim of this research is to know the role of the quality of services
provided in the Mobilis institution on the loyalty of its customers. This was
done through a field study in which a sample of Mobilis customers in the
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state of Ghardaia was interrogated, which reached 157, using an electronic
questionnaire that was analyzed through the SPSS 26.

After using analysis, discussion and hypothesis testing, we reached in
this research to several results; there is a strong statistically significant
effect of the dimensions of quality: reliability, empathy, response,
tangibility and security on the loyalty of Mobilis customers.

Keywords: service quality; customer loyalty; service; Mobilis.
Jel Classification Codes: M3L1.
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Sgupg LY balee | 758%% | G14%* | 573%* | 688** | 728**
N Sig. (bilatérale) ,000 | ,000 | ,000 | ,000 | ,000
N 157 157 | 157 | 157 | 157

**_La corrélation est significative au niveau 0.01 (bilatéral).
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(-.SPSS 26 slaxy) molipd o2 e slazeVU (Il sl e pkezelly 13 7

Corrélations
Halaie Y PR I galall gy Lalasi) Y]
o

Aalaicy) Corrélation de 1 575 ,563 ,621 623 ,758

Pearson

Sig. (bilatérale) ,000 ,000 ,000 ,000 ,000

N 157 157 157 157 157 157
iy Corrélation de ,575 1 ,695 ,743 127 ,614

Pearson

Sig. (bilatérale) ,000 ,000 ,000 ,000 ,000

N 157 157 157 157 157 157
o galdl) Corrélation de ,563 ,695 1 ,657 732 573

Pearson

Sig. (bilatérale) ,000 ,000 ,000 ,000 ,000

N 157 157 157 157 157 157
B Corrélation de ,621 ,743 ,657 1 831 ,688

Pearson

Sig. (bilatérale) ,000 ,000 ,000 ,000 ,000

N 15? 15? 157 157 157 157
alalall Corrélation de ,623 727 7327 831" 1 728"

Pearson

Sig. (bilatérale) ,000 ,000 ,000 ,000 ,000

N 157 157 157 157 157 157
eVl Corrélation de ,758 ,614 ,573 ,688 728 1

Pearson

Sig. (bilatérale) ,000 ,000 ,000 ,000 | ,000

N 157 157 157 157 157 157
**_ La corrélation est significative au niveau 0.01 (bilatéral).

ANOVA?
Modéle Somme des carrés ddl Carré moyen F Sig.
1 | Régression 69,870 5 13,974 65,925 ,000°
de Student 32,007 151 ,212
Total 101,877 156

a. Variable dépendante : ¢¥ll

b. Prédicteurs : (Constante), <l Galae ¥ Alainl) L seldl, el
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